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ABSTRACT 
Surabaya is a very influential on the increase in freight transportation needs of the 
surrounding city. Lamongan and Gresik city, which is access to Surabaya from western 
requiring rail transport. The city stands in many industrial plants that have large numbers of 
workers to transport large capacity that is expected to reduce the congestion of the city using 
Commuter Rail transport modes. Problem magnitude transport capacity makes researchers 
need to conduct research to analyze the commuter railway passengers who were in St. 
Lamongan. Method of research done in the form of a commuter passenger survey for 
analysis and calculation. The results of this study clearly visible that the respondent data 
penmpang 100 commuter trains, 75% of whom are of childbearing age, traveling on official 
business purpose. and the results of the CSI shows 44.78% of consumers rated less satisfied 
with the performance and service. 
 
Keywords: analysis, modal, trains, commuter 
 
INTRODUCTION 
Surabaya is as the second largest city in Indonesia with high economic growth leads 
to the development as an industrial city of Surabaya. Industrial center Surabaya and 
its surrounding areas grow more rapidly resulting in increased also transport activity 
in the city and the access route to the city. Transportation needs will increase in the 
form of facilities and infrastructure. Vehicle transportation needs as well as the 
parking lot will also rise. (Sulistio & Mudjanarko 2011) has said the need for parking 
needs are integrated with other modas of transportation. Every year the volume of 
traffict in the city of Surabaya and surrounding areas has increased. If in the future 
increase in traffic volume will still be accommodated by a vehicle with a small 
capacity, it is feared will add to congestion and will also increase the urban 
problems. One solution is to repair the public transport system based on ability to 
transport large, high-speed, security and travel comfort are adequate. In this case is 
the use of Railways is expected to accommodate the movement of people Lamongan 
and onto the surrounding city or leave the city of Surabaya. In this study, train used 
is the Commuter Train Surabaya-Lamongan or known as SULAM (Surabaya-
Lamongan), which in value quite efficient in terms of time and certainly in terms of 
cost. 
 
PROBLEM 
The purpose of this research in general is to know things as follows: 
a. How do the characteristics of the mode of transport Railway Station Commuter 
These Lamongan - Surabaya Pasar Turi Station? 
b. How is the relationship between consumer satisfaction with the quality / service 
quality in commuter trains supplied by the PT. KAI Lamongan? 
 
PURPOSE AND OBJECTIVES 
The purpose and goal of this research is the 
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a. Knowing the characteristics of the user mode commuting These Railways St. 
Lamongan - St. Surabaya Pasar Turi. 
b. Knowing the relationship between consumer satisfaction with the quality / 
service quality in commuter trains supplied by the PT. KAI Lamongan. 
 
LITERATURE REVIEW 
The literature review is a chapter that explains the theories that will be used to 
describe and explain the object of research. The previous study, the opinions that 
support the research as well as theories that support research, further research 
platform become an important chapter in the literature review. The literature review 
is used will be explained below. 
 
2.1 Definition of Passengers According to Some Experts 
According Damardjati (1995) understanding of passengers is: "Every person who is 
transported or to be transported in an aircraft or other means of transport, on the basis 
of the approval of the company or entity that organizes the transport."  
 
According Yoeti (1999) understanding the passenger is a buyer of products and 
services of a company is the company's customers for goods and services can be a 
person (people) and also as a company. The second definition above in browsing 
through Kajianpustaka.com. 
 
1.2 Overview of Land Public Transport 
1.2.1 Understanding 
Transport is the transfer of people or goods from one place to another within a 
specific time by using a vehicle driven by humans, animals, and machines. 
Definition of transport according to some experts is as follows: 
1. According Morlok (1978), the transport is defined as activities move or 
transport something from one place to another. 
2. According to Bowersox (1981), transportation is the movement of freight 
or passengers from one place to another. Where products are moved to the 
required destination. And in general the transport is an activity moving 
something (goods and / or goods) from one place to another, either with or 
without means. 
 
2.3 Railways  
According to Law No. 23 of 2007 on perkerataapian, the definition of the train is the 
vehicle with the power of motion, either walking alone or coupled with other railway 
facilities, which will or is moving on the rail road associated with train travel. Train 
consists of a locomotive, train, and car. The locomotive is equipped with a rail 
vehicle propulsion engines and power transfer to the wheels and specially used to 
pull passenger trains or freight cars. Train is one of a series of trains that serve to 
transport passengers. While the circuit used to transport goods or animals are called 
hoppers. 
 
DATA AND METHODS 
3.1 Methodology Working Final 
data collection method applied in this research is survey method of collecting 
primary data and secondary data collection. 
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Figure 3.1 Preliminary Survey at the Railway Station of Commuter 
 
Figure 3.2 Secondary Data Collection 
 
3.2 Research Flowchart  
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.3 Flowchart research 
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3.3 Data Calculation Result of Data Calculation of KA Commuter questionnaire 
 
Table 3.3 Data Calculation Results questioner KA Commuter 
questionnaire ITEM X n p  
Gender       
Female 37 100 12:37 
Male  63 100 0.63 
Total 30   1 
Age Now       
18-25 years 35 100 0:35 
26 - 35 years 19 100 0:19 
36 - 45 years 26 100 0:26 
46 - 55 years 15 100 
0:15
> 
     56 years  5100 0:05 
Total 100   1 
Education       
SD 11 100 0:11 
Junior 10 100 0:10 
High School 17 100 0:17 
S1 42 100 0:42 
Postgraduate 20 100 0:20 
Total 30   1 
Job / Profession       
Student / Student  4100 0:04 
Housewife 22 100 0:22 
PNS / SOE  4100 0:04 
Self 27 100 0:27 
Private Employees 33 100 0:33 
Total 100   1 
Private Car Ownership       
0pieces 25 100 0:25 
1 piece 38 100 0:38 
2 pieces 28 100 0:28 
3 pieces  9100 
0:09
> 
3 pieces 0 100 0 
Total 100   1 
Ownership Motorcycles       
0 Fruit  7100 0:07 
1 piece 65 100 0.65 
2 pieces 25 100 0:25 
3 pieces  9100 
0:09
> 
3 pieces 0 100 0 
Total 100   1 
Purpose Travel       
Public Affairs / Business 46 100 0:46 
Shopping affairs 10 100 0:10 
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Recreation affairs 19 100 0:19 
Family Affairs 13 100 0:13 
Other 12 100 00:12 
Total 100  1 
Transport Equipment That You Use        
To / From Station Lamongan       
Private Car 40 100 0:40 
Motorcycle 35 100 0:35 
Inter-City Bus 15 100 0:15 
microbus  2100 0:02 
Travel Rental Cars  5100 0:05 
Other  3100 0:03 
Total 100   1 
 
3.4 Area, Population and Sample Research 
3.4.1 Research Area  
This  took place in Lamongan station devoted to the passengers who use the mode of 
Railway Transport commuting. In accordance with the characteristics that have been 
determined, then there will be found an issue to be addressed regards this study. 
 
Figure 3.1 Location Research 
(Source: Google Maps) 
 
 
 
RESULT AND DISCUSSION 
4.1 Direction of Discussion 
Characterization directed against several things: 
1. Economic characteristics Lamongan passenger stations. By knowing the socio-
economic characteristics, it is expected that data can be used as a reference to 
predict the likelihood of passenger modal choice St. Railway Lamongan. 
2. Characteristics of vehicle access to Lamongan Station. Discussion on the 
characteristics of this vehicle is: 
a. type of vehicles to / from Station Lamongan. The results of this discussion is 
expected to be used as a basis to determine variations in each vehicle, and of 
the percentage of existing vehicle can indicate the tendency of modal choice.  
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3. Passenger satisfaction of the modes of transport Railway Commuter assessment 
provided depends on the level of satisfaction and the level of interest of 
passengers themselves. 
 
4.1.1. Passenger Origin Data 
Used together - together with the data of districts for the analysis of the 
original matrix of Interest Passenger Station Lamongan. Data - the data is not 
directly obtained in the form of sub-districts, but the raw data obtained is shaped 
urban area or place of origin of their trip to Juanda. Afterwards, the data are 
classified according to sub-district villages each - each. Table 4.1. to table 4.2. The 
following is an example of raw data obtained, and for the presentation can be seen in 
Appendix 7. 
Table 4.1. Data Origin passenger travel  
N
o Gender Age Origin Journey 
1 L 51-60
th
 Lamongan 
2 L 41-50
th
 Shoots 
3 L 26-30
th
 Karanggeneng 
4 P 51-60
th
 Deket 
5 P 18-25
th
 Kedungpring 
6 P 31-40
th
 Laren 
7 L 41-50
th
 Sukodadi 
 
4.1.2 socio-economic Data 
 To determine the socio-economic characteristics of the data collected from 
passengers are grouped separately on gender, age, profession, vehicle ownership, and 
the purpose of travel. Following the division completed the analysis and the 
establishment of achart pie of each - each of these characteristics can be more easily 
done. 
 
Table 4.2. Socio-Economic DataPassenger train commuting 
  
Item 
Characteristics Classification Number of People 
Gender 
 
Male - Male 63 
Female 37 
  
  
Age 
  
  
18-25 years 35 
26-35 years 19 
36-45 years 26 
46-55 years 15> 
56 years old 5 
  
  Student / Student 13 
  Housewife 22 
Profession PNS / SOE 13 
  Self Employed 19 
  Private Employees 33 
Owners Have 75 
Private Car Not Got 25 
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  1 piece 38 
Total Ownership  2 pieces 28 
Private Cars 3 pieces 9 
  > 3 pieces 0 
Owners Have 93 
Motorcycle Not Got 7 
  1 piece 73 
Number Owners  2 pieces of 13 
Motorcycle 3 pieces 7 
  > 3 pieces 0 
  Public Affairs / Business 46 
  Shopping affairs 10 
Purpose Travel affairs Recreation 19 
  Family Affairs 13 
  Other 12 
 
4.1.3. Departure schedules 
 This data is useful in determining the number of samples either for commuter 
trains, used in conjunction with the capacity of each - each type of train so it can 
know the total amount used entirely, but according to the methodology chapter, the 
data used are of data per month only. Tables 4.1 and 4.2 below is an example of raw 
data obtained, but for presentation details can be found in Appendix 2. 
 
Table 4.1. Departures Schedule 
   
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4.1 The source of PT KA Lamongan 
 
4.1.4 Passenger Data Number 
 Data on the number of railway passengers commuter in Lamongan station is 
very useful for analyzing the characteristics of passengers in the last six months of 
2017. 
 The data presented in Table 4.3 
 Descriptio
n January February March 
Month 
April 
Mai 
Month 
in 
June 
Passengers 
commuting 
10 082 8503 9934 10 558 10 723 7894 
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 Source: PT KA station Lamongan 
4.2 Attribute Ratings Importance of the service Quality Commuter Train 
 
Level of interest in the service attribute is a measure of whether the existence of the 
attributes of those services are needed.  
  
No. Service Attributes 
Average 
 
RELIABILITY  
   
1. Ease of reaching the station location 4.30 
2. Availability of information relating to the railway schedule 3.63 
3. Accuracy of train travel schedule 3.76 
4. The ability to provide the best service to customers 3,61 
5.   The ease in obtaining clear information 3,80 
POWER RESPONSE  
   
6. Officers ticket inspectors who carried out repeatedly by 3.27 
 to reflect too much  
7. The speed and accuracy in providing information that 4.25 
 the consumer needs  
8. Information kedatangandan departuretrains still considered 3,05 
 lacking considering the information provided either by manual  
9. Speed in responding to consumer complaints and problems 3.25 
   
10. Officials always shows confidence and an attitude ready to 2.96 
 serve customers  
ASSURANCE / GUARANTEE  
   
11 The friendliness and courtesy officers in serving customer 3,67 
   
12. Ability of officer in performing his job 3,65 
   
13. Safety and comfort while in the sta siun / trains 3.48 
   
14. Comfort during the train ride down 3.48 
   
15. Availability of insurance or guarantee the safety of 3,67 
   
  EMPATHY  
   
16. The ability of officers to provide information to customers 3.66 
 with an easily understood  
17. Willingness employees to appreciate and serve and 3.57 
 prioritizes customer needs  
18. Honesty and patience employees / officers in giving 3,58 
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19.   The ticket price offered  3.46 
   
20. Availability 24-hours customer service 2,64 
   
TANGIBLES / PHYSICAL EVIDENCE  
   
21. 24-hours customer service availability 3.61 
   
22. Clean lynes train in 3.56 
   
23. Condition of  air conditioning equipment in the train 3.44 
   
24.   Air circulation inside the trains 3.43 
   
25. Availability tool to inform the travel route 3.71 
Sources: Primary data is processed 
 
Conclusion 
The This research can take several conclusions, including: 
a. From 100 samples obtained showed that the majority of the passengers are of 
childbearing age, which is about 54%. If the terms of the purpose of the trip, 
46% were on business, 13% of family matters, whereas 41% for the 
recreation business, shopping etc. 
b. Result of Importance Performance Index (IPA), which indicates that there are 
seven attributes that are otherwise important but low performance is the 
precision of the itinerary KRL, speed and accuracy in providing information, 
the ability to provide the best service to consumers, hospitality and courtesy 
officers in serving customers, and cleanliness in the train. In the first quadrant 
(top priority) in which the attributes are in this quadrant are the attributes that 
have a high interest value but its performance is still unsatisfactory. 
 
ADVICE 
a. PT KAI Commuter East Java region should prioritize improvements to the 
accuracy of attributes on one itinerary where in certain situations still the 
ganggan signal that makes trips disrupted. 
b. PT KAI Commuter must be able to maintain the performance of which is 
considered good for consumer satisfaction or passengers. 
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